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lowing index of 1999 articles from Credit 
Union Management magazine—categorized by arti- 
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ASSET/LIABILITY MANAGEMENT 


Financial Workshop: The Director 


Knows. William McGuire 


June 


, Ph.D., 


Small Strength. Eugene Perez, 


ATMs 
Boxed Service. Suzanne Wright, 
March 


ATM ROI. Eileen Courter, April 


Affordable ATMs. Eileen ¢ 
Dec 


AUTO LOANS 
Auto Programmed (educating 
Mic h ici 


members). 


April. 


Hammond, 


Indirect Returns. Rita Bostick, 
May. 


BANKRUPTCY 
Rough Waters Ahead? Eileen 
Courter, Jan 


Bankruptcy Nightmare. Louis A 


LeLaurin II] & Max Moses, May. 


First Hand—Anchor the 
Unsecured (revolving debt 


William Vogeney, June. 


Ob 


First Hand—Credit Counseling. 
Ronald T. Ogata, July. 


BIOMETRICS 
A Lasting Impression. Eileen 


Courter, July. 


BOARD 
Cornerstone of Success (CEO 
chairman relationship). Sara Cox 


Landolt, April. 


Net Works (e-communication). 
Karen Bankston, April. 
Talking the Talk (CEO/board 
Karen 


communications). 


Bankston, May. 


Just Desserts (CEO benefits). 


Dianne Molvig, Aug. 


Who’s Next? (succession). Sandra 


Hughes, Oct 


All for One Survival Marketing. 
Neil Goldman, Nov. 


Casting Ballots. Marc Kennedy, 
Nov. 


Coming to Terms (term limits). 
Karen Bankston, Dec. 


ARTICLE INDEX 


BOARD GOVERNANCE 
Meeting the Challenge. John 
Carver & Miriam Carver, April. 


In Committee: A Governance 
Transformation. Kenneth Hahn & 
Peter Komarinski, April. 


Good to Go (policies). John 
Carver & Miriam Carver, June. 


A Finely Tuned Instrument. John 
Carver & Miriam Carver, Julv. 


Policy Points: Lending Templates. 
A. Rex Johnson, Nov. 


BOARD LIABILITY 

Point of Law: Preventive Y2K 
Measures. Stephen A.J. Eisenberg, 
Jan. 


BOARD TRAINING 
Training Wheels. Lisa Hochgraf, 
Jan. 


Financial Workshop: Reports 101. 


John Dolan-Heitlinger, Dec. 


BUDGETING 
Flying Blind. (technology budg 
ets). Steven P. Williams, Nov. 


Do Fees Really Add Up? 
Tony Ward-Smith, Dec. 


Pain-Free Budgeting (human 
. Diane K. 


resources budget 
Faulkner, Dec. 


BUSINESS LENDING 
Business Lending Offers Growth 
Potential. Ron Jooss, July. 


CALL CENTERS 
Raising the Bar. Ron Jooss, Jan. 


Plugged In: Well Connected (Web 
enabled call centers). 


Wineberg, April. 


Jonathan 


Point of Contact. Ron Jooss, June. 


Precision Tool (ACD stats). Karen 
Bankston & David R. Gieringer, 
June. 


Skills-based Service. Lin Grensing 
Pophal, June. 


3 Calls a Day (telemarketing). 
Kristin Gilpatrick, June. 


Pondering Call Centers (plan- 
ning). Stephanie Gregory & Rick 
Zarkos, Sept. 


CAR SALES/PROGRAMS 
Auto Programmed. Michael 
Hammond, April. 


CARD PROCESSING 
Fork in the Road. Greg Michlig & 
Brad Campbell, Oct. 

EO 
A Simple Vision (technology). 
Mary Auestad Arnold, Jan. 


Advocate-In-Chief (lobbying). 
Stacy Augustine, Feb. 


Cornerstone of Success (CEO 
chairman relationship). Sara Cox 


Landolt, April. 


Talking the Talk (CEO/board 
Karen 


communications). 
Bankston, May. 


Back to ‘CEO School’ (CEO 
Institute II). Helen R. Byrnes & 
William A. Raker, July. 


CEO COMPENSATION 
BENEFITS 


Just Desserts. Dianne Molvig, Aug. 


Pyramid Power (compensation 
structure). ]. Timothy O’Rourke, 


CCP, Sept. 


Dynamic Duo Benefits (deterred 
compensation). Gene Zumwalt, 


Oct. 


CEO EVALUATION 
Great Expectations. Karen 
Bankston, July. 


CHANGE 
Culture Project. Carrie Birkhofer, 
CCE, Feb. 


Building an Oasis (low income). 
Kristin Gilpatrick, July. 


Web Site Story. Lisa Hochgraf, 
Nov. 





ar 


Maindigzement 


NINETEEN NINETY NINE 


CREDIT UNION 
MANAGEMENT 


aintaining an updated resource library is a 
rapidly growing necessity for credit union 
leaders eager to thrive in the 21st century. The fol- 
lowing index of 1999 articles from Credit 
Union Management magazine—categorized by arti- 
cles’ main subject(s)—will help you expand 
your library of credit union related information. 
To locate a specific article, consult this index for the issue 
month and then refer to your back issues or see ordering 
information below or on CUES’ Web site at www.cues.org. 
If you’re missing an issue of Credit Union Management, call 
800.252.2664, ext. 3400 (outside the U.S., 608.271.2664), or 
e-mail cues@cues.org or write CUES headquarters at P.O. Box 
14167, Madison, WI 53714-0167, to order the issue(s) you’re 
interested in. Back issues can be mailed for $6 each for the 


first copy and $3 for each additional copy of the same issue. 


Please add $6.50 per order for processing/shipping and make 
payment in U.S. funds drawn on a U.S. financial institution. 
Payment can be made by check, share draft or credit card. 


Many Credit Union Management articles are also available 
for download through CUES’ Web site link to Northern 
Light, an article “warehouse.” Find it at www.cues.org/educa 
tion/reprints.htm. Articles cost up to $4 depending on length 


and can be billed electronically. 


ASSET/LIABILITY MANAGEMENT 


Financial Workshop: The Director 


Knows. William McGuire 


June 


, Ph.D., 


Small Strength. Eugene Perez, 


ATMs 
Boxed Service. Suzanne Wright, 
March 


ATM ROI. Eileen Courter, April 


Affordable ATMs. Eileen ¢ 
Dec 


AUTO LOANS 
Auto Programmed (educating 
Mic h ici 


members). 


April. 


Hammond, 


Indirect Returns. Rita Bostick, 
May. 


BANKRUPTCY 
Rough Waters Ahead? Eileen 
Courter, Jan 


Bankruptcy Nightmare. Louis A 


LeLaurin II] & Max Moses, May. 


First Hand—Anchor the 
Unsecured (revolving debt 


William Vogeney, June. 


Ob 


First Hand—Credit Counseling. 
Ronald T. Ogata, July. 


BIOMETRICS 
A Lasting Impression. Eileen 


Courter, July. 


BOARD 
Cornerstone of Success (CEO 
chairman relationship). Sara Cox 


Landolt, April. 


Net Works (e-communication). 
Karen Bankston, April. 
Talking the Talk (CEO/board 
Karen 


communications). 


Bankston, May. 


Just Desserts (CEO benefits). 


Dianne Molvig, Aug. 


Who’s Next? (succession). Sandra 


Hughes, Oct 


All for One Survival Marketing. 
Neil Goldman, Nov. 


Casting Ballots. Marc Kennedy, 
Nov. 


Coming to Terms (term limits). 
Karen Bankston, Dec. 


ARTICLE INDEX 


BOARD GOVERNANCE 
Meeting the Challenge. John 
Carver & Miriam Carver, April. 


In Committee: A Governance 
Transformation. Kenneth Hahn & 
Peter Komarinski, April. 


Good to Go (policies). John 
Carver & Miriam Carver, June. 


A Finely Tuned Instrument. John 
Carver & Miriam Carver, Julv. 


Policy Points: Lending Templates. 
A. Rex Johnson, Nov. 


BOARD LIABILITY 

Point of Law: Preventive Y2K 
Measures. Stephen A.J. Eisenberg, 
Jan. 


BOARD TRAINING 
Training Wheels. Lisa Hochgraf, 
Jan. 


Financial Workshop: Reports 101. 


John Dolan-Heitlinger, Dec. 


BUDGETING 
Flying Blind. (technology budg 
ets). Steven P. Williams, Nov. 


Do Fees Really Add Up? 
Tony Ward-Smith, Dec. 


Pain-Free Budgeting (human 
. Diane K. 


resources budget 
Faulkner, Dec. 


BUSINESS LENDING 
Business Lending Offers Growth 
Potential. Ron Jooss, July. 


CALL CENTERS 
Raising the Bar. Ron Jooss, Jan. 


Plugged In: Well Connected (Web 
enabled call centers). 


Wineberg, April. 


Jonathan 


Point of Contact. Ron Jooss, June. 


Precision Tool (ACD stats). Karen 
Bankston & David R. Gieringer, 
June. 


Skills-based Service. Lin Grensing 
Pophal, June. 


3 Calls a Day (telemarketing). 
Kristin Gilpatrick, June. 


Pondering Call Centers (plan- 
ning). Stephanie Gregory & Rick 
Zarkos, Sept. 


CAR SALES/PROGRAMS 
Auto Programmed. Michael 
Hammond, April. 


CARD PROCESSING 
Fork in the Road. Greg Michlig & 
Brad Campbell, Oct. 

EO 
A Simple Vision (technology). 
Mary Auestad Arnold, Jan. 


Advocate-In-Chief (lobbying). 
Stacy Augustine, Feb. 


Cornerstone of Success (CEO 
chairman relationship). Sara Cox 


Landolt, April. 


Talking the Talk (CEO/board 
Karen 


communications). 
Bankston, May. 


Back to ‘CEO School’ (CEO 
Institute II). Helen R. Byrnes & 
William A. Raker, July. 


CEO COMPENSATION 
BENEFITS 


Just Desserts. Dianne Molvig, Aug. 


Pyramid Power (compensation 
structure). ]. Timothy O’Rourke, 


CCP, Sept. 


Dynamic Duo Benefits (deterred 
compensation). Gene Zumwalt, 


Oct. 


CEO EVALUATION 
Great Expectations. Karen 
Bankston, July. 


CHANGE 
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CCE, Feb. 
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COLLECTION /REPOSSESSION 
Winning the Battle. Robert 
Rutkowski, March. 


COMMITTEES 

In Committee: A Governance 
Transformation. Kenneth Hahn & 
Peter Komarinski, April. 


In Committee: Making a 
Difference (legislative committee). 
Melvin Olsen, Sept. 


COMPENSATION 
Compensation That Fits. Lisa 
Hochgraf, July. 


Earning Through Learning (pay- 
for-skills). Diane Franklin, Nov. 


See also: CEO Compensation/ 


benefits, Incentives. 


COMPETITIVE STRATEGY 
Building an Oasis (low income). 
Kristin Gilpatrick, July. 


Small Strength. Eugene Perez, Oct. 


First Hand: Total Success (total! 
quality management). William C. 
“Chris” Lindelof, Oct. 


COMPUTERS 
The Skinny on Thin Clients. 
Marc Kennedy, Aug. 


COMPUTER SECURITY 
Safe and Sound (network) Ron 
Jooss, April. 


The Last Laugh (computer virus- 
es). Steve Schar, Sept. 


Personalized Crowd (Web). Lisa 
Hochgraf, Sept. 


Dangerous Times (data security). 
Roger Peters, Dec. 


CREDIT CARDS 
Small Canvas, Big Impact. Kristin 
Gilpatrick, Jan. 


First Hand: Scoring Points. Joan 
Jensen, Aug. 


Fork in the Road (card process- 
ing). Greg Michlig & Brad 
Campbell, Oct. 


CREDIT MANAGEMENT 
First Hand: Credit Counseling. 
Ronald T. Ogata, July. 


Policy Points: Lending Templates. 
A. Rex Johnson, Nov. 


roo 


CREDIT UNION PHILOSOPHY 
Credit Union Generations. Lisa 
Hochgraf, May. 


Living up to Our Name. Cliff 
Eischen, Feb. 


CUSOs 
The Bill Gates Technique. Lisa 
Hochgraf, June. 


Other Side of the Coin. Lisa 
Hochgraf, Aug. 


All Together Now. Eileen Courter, 
Aug. 


DATA WAREHOUSING 
Knowledge is Power. Rick Taylor, 


Jan. 


Warehouse Pricing. Chuck 
Doherty, May. 


DELIVERY SYSTEMS 


Trends: Technology & Enchiladas. 


Mark Weber, Jan. 


Delivery Dance. Lisa Hochgraf, 
Dec. 


Try Something New (marketing 
delivery). Theresa Sweeney, Dec. 


See also: ATMs, Call Centers, E- 
Commerce, Facilities, Home 
Banking, Internet and Kiosks. 


DISASTER RECOVERY 
Just-in-case Communications. 
Lisa Hochgraf, Oct. 


E-COMMERCE 
The e-Credit Union. Ron Jooss, 
March. ; 


Building a Business Gateway. 
Dianne Molvig, Sept. 


Plugged In: B2B Equalizer. Terry 
L. Treadwell, Dec. 


See also: Internet, Home Banking, 
Technol gy. 


EMPLOYEE BENEFITS 

Benefits Buffet (cafeteria plans). 
Bernie Desjardins & Richard 
Matthews, March. 


Proceed With Caution (dress poli- 
cy). Theresa Sweeney, June. 


Secure Nest (employee retirement). 


Lin Grensing-Pophal, July. 


Streamlining HR (online). Carrie 
Loranger, Aug. 


INDEX OF ARTICLES 


Legal Benefit (legal service plan). 
Brad Young, Dec. 


See also: CEO benefits. 


EMPLOYEE HIRING/FIRING 
Under Inspection (interviewing). 
George Piper, Jan. 


Staffing Forecasts. Dianne Molvig, 


Feb. 


Saying Good-bye. Lin Grensing- 
Pophal, April. 


Stay Afloat (executive search). 
JoAnn Lipsey and Katherine 
Childress, April. 


Open Forum: Family Matters. 
Sara Cox Landolt, June. 


Remove the Mask (hiring). 
Christine Hartelt, July. 


ETHICS 

Point of Law: Under Lock & Key 
(privacy). Stephen A.J. Eisenberg, 
May. 


Solutions: Mirror, Mirror. Rhonda 
Cooke, June. 


Sharing Secrets (privacy). George 
Piper, Sept. 


FACILITIES 
Recycled Facilities. Paul Seibert, 
CMC, Aug. 


High Security. Tom Lombardo, 
Oct. 


FACILITIES-RETAIL 
MERCHANDISING 

Planting Memory Seeds. Kristin 
Gilpatrick, Feb. 


First Hand: Balanced Branch. 
Dean Borland, Dec. 


FINANCIAL PLANNING 
Peace of Mind (trust services). 
Eileen Courter, Jan. 


GROWTH 
Winning Them Over. Dianne 
Molvig, Jan. 


Welcome! (SEGs). Kristin 
Gilpatrick, Feb. 
Welcome, Again! (SEGs). Kristin 


Gilpatrick, March. 


Growth by Segmentation. Kristin 
Gilpatrick, Nov. 


Growth Strategy (mergers). Ron 


Jooss, Oct. 


HOME BANKING 
Toll Free. Karen Bankston, Jan. 


Home Banking Missteps? Eileen 
Courter, March. 


Tour Guide (help desk). Christine 
Hartelt, Dec. 


See also: Internet. 


HUMAN RESOURCES 
Bright Ideas. Christine Hartelt, 
Jan. 


Strategic Partner (HR executives). 
Lin Grensing-Pophal, Aug. 


Moving’ on Up! Lin Grensing- 
Pophal, Oct.. 


Pain-Free Budgeting. Diane K. 
Faulkner, Dec. 


HR—LEGAL 

Writing a Fine Line (employee 
handbooks). Lin Grensing-Pophal, 
Feb. 


Keep It Cool (violence). Beth-Ann 


Kerber, Aug. 


Safety First. Christine Hartelt, 
Sept. 


Keep Out! (drug-testing). Lin 
Grensing-Pophal, Nov. 


Ante Up! (gambling). Carrie 
Loranger, Nov. 


HR/PERSONNEL 
Staffing Forecasts. Dianne Molvig, 
Feb. 


Solutions: Mirror, Mirror (ethics). 
Rhonda Cooke, June. 


Skills-based Service (call center). 
Lin Grensing-Pophal, June. 


Proceed With Caution (dress poli- 
cy). Theresa Sweeney, June. 


Community Rewards. Diane 
Franklin, Sept. 


Shared Rewards (job-sharing). 
Diane Franklin, Oct. 


Earning Through Learning (pay- 
for-skills). Diane Franklin, Nov. 


Tour Guide. Christine Hartelt, 
Dec. 
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HR—TECHNOLOGY 
Ouch! (ergonomics). 
Hartelt, March 


Christ 


ne 


Take a Walk on the Wired Side 
Lin Grensing-Pophal, May 


Streamlining HR (online). Carri¢ 


Loranger, Aug 


Web Sites to Live By. | 


Grensing Pophal, Sept. 


INCENTIVES 
Going the Extra Mile (sales cu 
ture). Michael M. Neill, Apri 


Motivation. Christine Hartelt 
May 


INDIRECT LENDING 
Indirect Returns. Rita Bostick, 
May 


NTERNAL AUDIT 
Framework for Success. Dat 
Capozzi, Sept 


INTERNATIONAL 
Learning to Run. Kristin 
Gilpatrick, Feb 


INTERNET 
Speedy Delivery (e-mail). Georg: 


Piper, June 


Personalized Crowd. Lisa 
Hochgraf, Sept. 


On the Horizon. Ron Jooss, Se pt 


Capture the Cyber-member. john 
R. Graham, Oct 


Web Site Story. Lisa Hochgraf, 
Nov. 


See also: Delivery systems, | 


merce, Home Banking, Technology 


KIOSKS 
Finding Their Niche. Ron Jooss, 
Aug. 


LEADERSHIP 
Advocate-In-Chief (lobbying 
Stacy Augustine, Feb. 


Back to ‘CEO School.’ Helen R. 
Byrnes & William A. Raker, July. 


First Hand: Research First. 
Michael Scheuerman, Nov. 


999 INDEX 


LEGISLATION /LOBBYING 
A dvocate-In-Chief. Stacy 
Augustine, Feb. 


Telling the Story. Ron Jooss, Feb. 


In Committee: Making a 
Difference (legislative committee). 
Melvin ¢ Yser 9 sept 


LEGAL ISSUES/LIABILITY 
Point of Law: Broader Horizons 
risks). Stephen A.J. Eisenberg, 


March 


Point of Law: Under Lock & Key 
egal policies). Stephen A.J. 
Eisenberg, May. 


Point of Law: Legal Shield (attor 
I lient privilege). Stephen A.] 


t 


Sharing Secrets (pri 
Pipe r.§ 


ept 
t 


LENDING 
Carefree & Easy (ski 
Elaine Tolen, Feb. 


First Hand: Loan Turnaround. 
Eugene Perez, April 


First Hand: Anchor the 


Unsecured. William Vogeney, June. 


Good Philosophy, Good Business 


debt consolidation loans). Eileen 


Courter, Oct 


Policy Points: Lending Templates. 


\ Rex Johnson, Nov. 


yan Automation, 
Income Service, Mortgages. 
LOAN AUTOMATION 
Riding the Wave (online lending). 
Karen Bankston, Sept. 


Mutual Lending Benefits (mort 
gage). Eileen Courter, Nov. 


LOW INCOME PROGRAMS 
Building an Oasis. Kristin 
Gilpatrick, July. 


Lend a Helping Hand. Kristin 
Gilpatrick, Sept. 


Out of the Shadows (mortgage). 
Kristin Gilpatrick, Oct. 


Word of Mouth (marketing). 
Kristin Gilpatrick, Nov. 


MARKET RESEARCH 


First Hand: Just Ask (SEG survey). 


Suzie Cook, March. 


Profitable Patterns. Karen 
Bankston, Nov. 


First Hand: Research First. 
Michael Scheuerman, Nov. 


MARKET SEGMENTATION 
Growth by Segmentation. Kristin 
Gilpatrick, Nov. 


Profitable Patterns. Karen 
Bankston, Nov. 


MARKETING 
Winning Them Over (member 


recruitment). Dianne Molvig, Jan. 


Trends: Capitalize on Con- 


venience. Robert B. Tucker, Jul 


Just-in-case Communications. 


Lisa Hochgraf, Oct. 


Sharing Success (share draft). 


George Piper, Aug 


Sharing Secrets (privacy). George 


Piper, Sept. 


All for One Survival Marketing. 
Neil Goldman, Nov 


Giving Back (community PR). 


George Piper, Dec. 


Try Something New (marketing 


delivery. Theresa Sweeney, Dec. 


See also: ATMs, Internet, Lou 
income, Y2K. 


MARKETING CUSTOMER INFOR 
MATION FILES 
Taking Action! Jay Kassing, July. 


MARKETING/RETAIL 
Planting Memory Seeds. Kristin 
Gilpatrick, Feb. 


MEMBER PROFILES 

Cutting-Edge Carpenter: CUES’ 
new chairman, Edwin R. Bigby Jr. 
Kristin Gilpatrick, Jan. 


We Salute ... 1998 DEF Director 
of the Year Roosevelt Taylor. Lisa 
Hochgraf, March. 


I Think I Can: CUES Marketer of 


the Year Cathy Pace. George Piper, 


July. 


A ‘We’ Mentality: CUES 
Operations Professional of the 
Year Stephen Behler, CCE. George 
Piper, July. 


Now You Can. OSU Federal 
Credit Union campaign wins top 
honors (CUES Golden Mirror 


Awards). Judy Waggoner, Aug. 


All for the Members: 1999 CUES 
Executive of the Year Alan 
Peppers. Kristin Gilpatrick, Dec. 


MERGERS 


Growth Strategy. Ron Jooss, Oct. 


D “Arce 
TGAGES 


Standing Out in a Crowd (real 


Karen 


estate agent referrals). 


Bankston, Feb 


Good Thinking (online). Karen 


Bankston, March 


Mutual Lending Benefits (auto 


mation). Eileen Courter, Nov. 


NEWSLETTERS/ PUBLICATIONS 
Going Digital (printing). David 
Dawson, March. 


OPERATIONS 
A Well-Oiled Machine (workflow 
Suzanne Wright, Aug 


inalysis). 


PRICING 
Warehouse Pricing. Chuck 
Doherty, May. 


Profitable Patterns. Karen 
Bankston, Nov. 


Do Fees Really Add Up? Tony 
Ward-Smith, Dec. 


PRODUCTS & SERVICES 
Peace of Mind (trust services). 


( 


Eileen Courter, Jan. 


First Hand: Going for Galleria 
Gold. Robert Benner, Feb. 


Force Driven (P&S structure). 
Kristin Gilpatrick, June. 


Sharing Success (share drafts). 


George Piper, Aug. 


PUBLIC RELATIONS 
Giving Back. George Piper, Dec. 


See also: Low income, Y2K. 
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RETIREMENT 
Secure Nest. Lin Grensing-Pophal, 
July. 


SHARE DRAFTS 


Sharing Success. George Piper, 


SEGS 
First Hand: Just Ask (survey). 
Suzie Cook, March. 


Aug. 


STRATEGIC PLANNING 
The Power of Pictures. Mary 


Welcome! Kristin Gilpatrick, Feb. 


Dangerous Times (data). Roger 
Peters, Dec. 


INDEX OF ARTICLES 


Dawson, March. 


Bankston, April. 


Plugged In: Well Connected (Web- 
enabled call centers). Jonathan 


Wineberg, April. 


Auestad Arnold, May. 


Welcome, Again! Kristin 
Gilpatrick, March. 


SALES 
Going the Extra Mile. Michael M. 
Neill, April. 


Capture the Cyber-member. John 
R. Graham, Oct. 


SECURITY 
Safe and Sound (network). Ron 
Jooss, April. 


High Security (physical). Tom 
Lombardo, Oct. 


The Last Laugh (computer virus- 
es). Steve Schar, Sept. 


Rewards ... continued from p. 55 


EVOLVING BENEFITS 
“This is a program that we’ve been con- 
stantly defining through member feed- 
back,” Ledkovsky says. 

Originally the credit union did not 
include criteria for high balances. But 
older members complained, because 
they didn’t need loans, but had large 
deposits. So, a $50,000 deposit balance 
was added to attract those households. 

Another example: At first criteria in- 
cluded only a mortgage. But real estate 
in the San Francisco Bay area is very 
high ($300,000-$400,000), so buying a 
home is not a reality for most members. 
So, the auto loan was added. 

Patelco CU’s criteria are not right for 
every credit union, Ledkovsky adds, but 
“it’s right for our market.” 


CREDIT UNION BENEFITS 

First, there is a “soft” benefit to the 
credit union, Ledkovsky says. That is 
the opportunity to promote the credit 
union philosophy. “The more commit- 
ted the members are, the more the cred- 
it union can turn around and do for the 


First Hand: Research First. 
Michael Scheuerman, Nov. 


SUCCESSION PLANNING 
Moving’ on Up! Lin Grensing- 
Pophal, Oct. 


TECHNOLOGY 
Trends: Technology & Enchiladas 
(self-serve). Mark Weber, Jan. 


Knowledge is Power (data ware- 
housing). Rick Taylor, Jan. 


Telecommunications Breakdown. 
Marc Kennedy, Feb 


Take a Walk on the Wired Side. 
Lin Grensing-Pophal, May. 


Flying Blind (technology budgets). 
Steven P. Williams, Nov. 


Also see: Biometrics, Delivery 
Systems, E-commerce, Home 
Banking, Internet, Marketing, 


Security, Y2K. 


TELECOMMUNICATIONS 


Telecommunications Breakdown. 


Marc Kennedy, Feb. 
TELEMARKETING 


June. 


members,” she explains. 

The hard benefit? “It brings us more 
business,” Ledkovsky notes. 

When the program began in 1996, 
only three percent of members fit the 
criteria. “But that percent made up 14 
percent of our total income,” Ledkov- 
sky says. “That was part of the driving 
force behind developing the program.” 

At press time, there were 23,857 
Commitment Households, which made 
up 16 percent of all Patelco households. 
They contributed $16 million, or 54 
percent of the credit union’s profit. 
Participating households subsidize 
other members because they’re so prof- 
itable. “They help keep our costs down, 
keep savings rates high and loan rates 
low.” 

She adds: “We’d be happy if all our 
members were Commitment House- 
holds. It gets away from the member 
who just joins the credit union so they 
can take the cheap car loan.” 


A MARKETING TOOL 

Patelco CU’s Commitment Household 

program serves as a cross-selling tool. 
“It’s very easy for a telephone service 


Going Digital (printing). David 


Net Works (e-board). Karen 


3 Calls a Day. Kristin Gilpatrick, 


YEAR 2000 
The Act of Sharing (law). Terrence 
C. Budd & Curtis B. Krasik, Jan. 


Point of Law: Preventive Y2K 
Measures. Stephen A.J. Eisenberg, 
Jan. 


Y2K Conductor. Thomas P. 
Vartanian, March. 


Y2K Crisis Response. Kristin 
Gilpatrick, May. 


Don’t Run (marketing). Kristin 
Gilpatrick, May. 


Just-in-case Communications. 
Lisa Hochgraf, Oct. 


Y2K In Briefs. Kristin Gilpatrick, 
June, July, Aug., Sept., Oct., Nov., 
Dec. 


YOUTH/SENIOR MARKETING 
Do You Go 55-Plus? George Piper, 
Feb. @ 


rep to explain to a member, ‘I’m look- 
ing at your account ... if you opened a 
checking account or credit card with us, 
that would be all you need in order to 
take advantage of all of these benefits 
that we offer, including no fee for this 
conversation,” Ledkovsky says. 

She emphasizes they’re not on the 
cross-selling bandwagon, but says it 
does help generate more business and 
helps the credit union become its mem- 
bers’ primary financial institution. 

“Retaining members is much less 
expensive than attracting new ones. 
Explaining to them the benefits of a sec- 
ond or third product is much easier 
than introducing the whole credit union 
concept to someone outside,” she says. 

Neither credit union has received 
many complaints about the programs 
being unfair. Patelco CU adjusts its pro- 
gram to fit more members. And Powell 
River CU is creating excitement with 
members. Rewarding is key. 

“We’re not trying to punish members 
who aren’t giving us more business for 
whatever reasons,” Ledkovsky re- 
minds. “We’re trying to reward those 
members that do.” @ 
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